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Abstract
Our team had not been given structure as to how issues were to be addressed and
resolved. The leadership was under the impression that verbally communicating what they
wanted for their standards would be sufficient. However, this allowed for more mistakes than
was acceptable. Faced with many different issues from user provision, to user termination to
basic issues with many different programs; I had to find a solution that would help alleviate the
excess of mistakes. The creation of documentation that would provide a stable infrastructure and
policy to follow for technicians appeared to be a great way to resolve the issues we were facing.
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Introduction
My capstone project involved finding a way to diminish the amount of mistakes being
made by IT technicians and help to get users issues resolved efficiently. The team has been
having issues with the creation of users and the termination of users in addition to problems that
come from basic troubleshooting practices. The issues with creation and termination of users can
affect the company in many different ways. The users can have access that they shouldn’t or
need access to perform their job and not have it. The first impacts the company as it is a security
risk while the second affects the end users as they can’t help the patients. I felt that this issue
needed to be addressed and I wasn’t sure how when I began.
Section 1: Innovative Approach
Bringing Together Perspectives
How might I create a more efficient IT team? This is how I began my capstone project
proposal. After much deliberation on what would be a great project that not only fulfilled the
requirements but would help others I came up with an either or that made sense. Either I create a
training program for my colleagues or I create a user-friendly knowledge base for IT technicians.
The knowledge base would create an environment where the technicians would make fewer
mistakes and would be able to pick up tickets without fear of not being able to fix the problem.
The end users would have much more respect for our team as we are able to fix the issues
presented to us in a timely manner, the management would have less issues plaguing their teams
and our technicians could put their extra time into learning new systems in order to create more
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documentation to help the team grow. I will create the documentation as a base for the
infrastructure of documentation to come, people will be able to follow the pathways created by
me and create more of the knowledge base in turn.
Creating Innovative Approaches: Beyond Either/Or
I spent many years in the arts and have honed the ability to put information in a way that
it is easily understood and grabs the attention of the reader. I also have the technical skills to be
able to create a knowledge base that will be used by techs as they will have a different level of
education from an end user. I have also done quite a bit of management throughout my career
and have a good understanding of how to get people excited about creating a better work
environment.
I don’t plan on just grabbing documentation from other companies and dropping it into
our file system like many techs have done at other companies. I am creating documentation that
doesn’t exist for most of these programs and creating word documents that are editable (only by
our technicians). I will be creating more than one folder which will house the documents for
separate program suites within our company.
I have met with Patrick Stone who has been doing IT for over 10 years, he is well versed
in what has worked and failed at the IT departments which he has worked with. He knows a
good amount about what makes legible, well articulated documentation and what doesn’t. The
interview was enlightening and he was surprised by the different way I was going about creating
the documentation. He also had never really considered how the screenshots and text could work
together to create something more functional. The other sources are up-to-date and new ways of
looking at knowledge bases.
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Section 2: Emotional Intelligence
Awareness of Self and Others
With this project I was focused on awareness of self first and as I have continued through
it I have found that it incorporates awareness of others when done correctly. When the project
began I knew that through documentation I could create an environment where mistakes
happened much less frequently. However, as I continued to work on the documentation I found
that it is also very important to get input from the people who will be using it. I have consulted
my coworkers during the process of creating this project to make sure that it is in a format that
makes sense to them. I am spending more time consulting other teammates than I would have
thought was necessary but I believe it will help the project in the long term.
Consideration of the Audience: Emotional Intelligence
My audience is intelligent technicians that know what they are doing when it comes to
networking and troubleshooting. They just need help with some of the standards that our
management would like to have in place. When writing the documentation I have taken into
consideration how it may come across and have never spoken down for them. The
documentation comes from a place of understanding common knowledge vs standards set forth
by our corporation.

Value to Others: Emotional Intelligence
My research is valuable to others in that I have drawn from other people within my team
who have a better understanding of different systems than I do. I have also learned from people
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who have created functional documentation and addition to papers on the subject. This project
will help our team to become much better at implementing a secure network. The building blocks
of a secure network are in the creating, provisioning and termination of users. We as a company
must make it a priority to create users with the least privileges needed to accomplish their job
while allowing them access to the assets they need to perform their jobs. Higher level employees
need access to email outside the company while the front office doesn’t. These are things that
must be documented and followed.

Section 3: Creative Thinking
The Creative Framework
I have spent many years working with music and the visual arts. I myself have helped
with many concerts and stage productions to create something aesthetically pleasing to the eye. I
have looked at the ways that many Information Technology departments create their
documentation and there seems to be a belief that the reader of the documentation already has a
full understanding of the systems in place. This would be a perfect way to create documentation
for a system if the documentation going over the base operation of the software was accessible.
This is very rarely the case as issues appear randomly and IT departments need to have a fix for
them when they barely use the system that has the issue. This is where well framed and designed
screenshots come into the picture within documentation. You need to make sure that the person
can look at your documentation without the program in front of them and still be able to explain
it to someone else who could perform the steps. Sentences alone will never create great
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documentation for your IT department.
Unique Approaches to Project
I am creating something new that the IT department I work with has never used before.
The department leadership, in the past, has been interested in everyone remembering all known
fixes and issues. This has worked for the leadership in the past but the company is continuing to
grow and so is their department. With the growth of the IT department and the company comes
new technicians who haven’t spent 15 years with the software that the leadership is familiar with.
Growth also comes with new software, procedures and security concerns. My approach allows
the IT department to begin creating a base for our team to succeed. This is not the norm for
smaller companies as the tech team is usually around 1 to 2 people. However, as the team
increases in size, now 5, documentation will need to help set the techs up for success.
Section 4: Your Innovative Solution
Accomplishment of Capstone
My project is to create IT documentation to help my fellow technicians. The
documentation will be in a digital format. It will be easily modifiable, by people with access to
the document, and will contain the basics of our responsibilities and how to accomplish them
successfully. This Project is the beginning for continued documentation for all software that we
run at our company. The potential outcomes of this project are to create an infrastructure for our
IT department that helps us to be highly effective at solving issues. It has also begun to help by
decreasing mistakes made, we have found that user provisioning has seen no more issues since
the document has been put up for use.
Innovative Approach to the Problem/Project
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This approach is more innovative as I have been including all the other technicians in the
process. I have reached out to the SMEs (Subject Matter Experts) for the softwares that has one,
to make sure the documentation is easy to understand and is functional. I have made sure that the
SMEs are up to date with any documentation created and have gotten their go ahead on the
documentation. The process of Screenshots, text and reaching out to other SMEs in addition to
verbal education is creating an incredible project.
Section 5: Results
Benefits to Stakeholders
The benefits of my project have been realized over the last week and more so over this
week as well. My fellow technicians have made no mistakes while provisioning new users over
the last week and a half. We have had no users after termination continue to have access to
systems, through missed systems or any other reason. The technicians have found that it is easier
to approach the systems that we have at our company now that the basics of the systems are laid
out for them. The management is experiencing no calls regarding mistakes or missed access on
accounts.
Impact on Stakeholders
The customers experience much more direct assistance from the end users who don’t
have as many issues with equipment. When there is an issue our team is able to resolve it within
minutes versus an hour or so. The end users are able to work with our techs and have more faith
in us as an IT department. Our end users have actively gone out of their way to let us know that
they are very happy with how fast our fixes have been going. It seems a little out of the ordinary
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for simple documentation to cause this much of a difference but it truly has made our end users'
lives easier.
Section 6: Conclusion
I began this project without a real true idea of how much it would affect not only the
issue I was attempting to address, but also many other issues. I originally wanted to help the
technicians to be more efficient and get the users back up and running more quickly. After
implementing the documentation not only have we seen very few if any issues in creation of new
users, but we have seen no issues with terminations. The issues that people encounter constantly
now have easy step by step guides to get them fixed and back to work. The turnaround time on
incident tickets is much faster now than it was before. The end users are much happier and I have
found that I really enjoy working with projects like this. The Documentation is still being added
to and we have more programs being added to it all the time.
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